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NEGATIVE END USER IMPACTS 

The,fiillowing conditions describe the negntive end user experiences when criticul end user infkru~tion is 
not exchanged universully between Curriers. These conditions include requests by the end user to chunge 
Locul Service Providers and/or chunge PIC selection. This exchunge of infiirm~ition is required s o  
Curriers cun provide uccurute timely customer service and billing to all end users regurdless ofthe their 
choice of Loa1 Service Providers and/or PIC selection(s) ut uny given time. 

End User Initiated PIC Change(s) 

b LSP Fails To Notify Losing Carrier (old AC) That End User Has Changed PIC 

Billing errors will result and can only be remedied if the LSP sends a disconnect order to old AC. 

b End user may be required to make numerous calls to Carrier(s) to resolve billing problems. 
D End user may continue to receive an invoice for monthly recurring charges/optional call plan fees 

from old AC. 

b LSP Fails To Notify Gaining Cam'er (new AC) That End User Has Changed PIC 

Service problems will result and billing errors will occur. The new AC has no account established for 
end user but will receive network usage. There is no reliable capability for the new AC to identify the 
new LSP thus, there is no way for the new AC to obtain BNA for the end user to facilitate accurate, 
timely billing. 

D End user will be able to make long distance calls on the new AC network but may not receive an 
invoice. 

b As a result of no receipt of CARE by the new AC, the new AC may place a network block on the 
end user's line, bill the end user at an incorrect rate or not bill them at all. 

D End user may be required LO make numerous calls to Canier(s) to resolve billing problems 
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End User Initiated Change in Local Service Providers With or Without PIC 
Selection(s) Change 

F Old/Losing LSP Fails To Notify Existing AC That End User Has Changed Local Service Providers 
Notifications of a change in an end user’s Local Service Provider do not include a definitive PIC 
status. Additionally, in those situations where the existing AC is notified of a change in LSP, often 
times the identity of the new LSP is not communicated to the existing AC(s). Thus, the existing 
AC(s) haskave no industry defined method to identify the new LSP if the new LSP is a 
ResaleKJnbundled Switching LSP. As a result, the existing AC(s) must make a business decision to 
either continue to leave the end user as PIC’d OR remove the end user from the AC base and risk 
inaccurate billing, unless a CARE record is received from the new LSP indicating the PIC was 
retained. 

D End user may be required to make numerous calls to Canier(s) to resolve billing problems. 
D If the end user chose to retain his existing PIC selection(s), inaccurate end user billing may result 

D If the end user chose to change the PIC selection(s), continued inaccurate billing complaints may 
with higher rates as usage continues to flow. 

result at the company executive, state and/or federal regulatory levels. 

End User Initiated Change in Local Service Providers With or Without PIC 
Selection(s) Change (continued) 

b New/Gaining LSP Fails To Notify New AC (or Retained Existing AC) That End User Has 
Changed Local Service Providers and Selected AC as “Her PIC Selection 
The new AC has no account established for end user but will receive network usage. There is no 
reliable capability for the new AC to identify the new LSP thus, there is no way for the new AC to 
obtain BNA for the end user to facilitate accurate, timely billing and customer service for this end 
user. Due to no receipt of CARE by the new AC from the new LSP, the new AC may place a network 
block on the end user’s line or bill the end user at an incorrect rate or not bill them at all. 
D The end user may not be able to make long distance calls on the new AC network, or may receive 

an invoice billed at higher rates. if the new AC(s) waslwere not informed of the end user’s PIC 
selection. 

D End user may be required to make numerous calls to Camer(s) to resolve billing problems 
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End User Initiated Account Changes That Do Not Involve a Change in Local Service 
Providers Or PIC Selection(s) 

b LSP Fails To Communicate Critical End User Account Information Changes To Existing PIC’d 

When an end user changes his telephone number, billing name or billing address, adds a line to the 
existing service, disconnects an existing line or changes any other critical information, it is necessary 
for this information to be exchanged with the PIC’d AC(s). When account activities are not 
exchanged with the PIC’d AC(s), additional billing complaints and negative end user experiences 
result. The end user impacts are the same or very similar to those previously identified for LSP and 
PIC selection changes. 
D End user may be required to make numerous calls to Carrier(s) to resolve billing problems 
D Inaccurate end user billing may result. 

D Continued inaccurate billing complaints may result at the company executive, state and/or federal 

AC(s) 

regulatory levels. 
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A 

The following section provides examples of how the CARE process would uperate depicting various end 
user request scenarios with the appropriate use of standardized CARE (TCSls) to facilitate the exchange 
of end user data relative to changes in local service, PIC selections and/or critical account information. 
These examples illustrate the CARE TCSls proposed in this Minimum CARE Standards document. 
These scenarios are not meant to be all-inclusive, but rather, a subset of the most common end user 
service change requests. Please refer to glossary following this section for acronym definitions. 
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